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June 23, 2005

Ms. Marlene H. Dortch -~
Office of the Secretary FCC - MAILrwuM
Federal Communications Commission
445 12th St.,, SW, Rm TW-B204
Washington, D.C. 20554

Re: In the Matter of Telecommunications Relay Service and Speech-to-Speech Services for
Individuals with Hearing and Speech Disabilities, CG Docket No. ’123
e

2

Dear Ms. Dortch:

As required in the above referenced docket, Florida submits the Annual Complaint Log for
complaints received from June 1, 2004 through May 31, 2005 that allege a violation of the federal
Telecommunications Relay Services (TRS) mandatory minimum standards. The log includes the date
of the complaint, the nature of the complaint, the date of its resolution, and an explanation of the
resolution. A log of CapTel complaints has been submitted separately from the TRS complaints.
Also included is an Annual Tally Report with total complaints by category.

A 3.5” diskette is included that contains an electronic copy of each enclosed report.

If you have questions, please contact me at 850/413-6582 or rmoses(@psc.state.fl.us.

Sincerely,

Sk PP hn

Rick Moses
Chief, Bureau of Service Quality

Enclosure

CAPITAL CIRCLE OFFICE CENTER ¢ 2540 SHUMARD OAX BOULEVARD ® TALLAHASSEE, FL 323990850
An Affirmative Action / Equal Opportunity Employer
PSC Website: htip://www.floridapsc.com Internet E-mail: contact@psc.state.fl.us
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>

Complaint Tracking for FL CapTef (06/01/2004-05/31/05). Total Customer Contacts: 54

Date of
Complaint

Nature of Complaint

Explanation of Resolution or Status

Date
Resoived

6/2/04

Billing Issue

Explained billing situation to customer.

6/9/04

6/7/04

Dialing issue

Every time customer dials out, their office phone system transmits
an area code from a different state. Customer will check with their
phone administrator. Customer will dial full 10 digit number to
successfully make calls.

6/7/04

6/7/04

DTMF Tone Interference

Tech Support adjusted DTMF tone pass through. Confirmed
resolution was successful.

6/7/04

6/10/04

Echo Scunds

Advised customer on tips te reduce echo sounds using the Volume
Boost button and adjustment of Volume slide. Provided customer
with an over the phone line update.

6/10/04

6/24/04

Dialing 1ssue

Customer's office telephone network sends out different area codes
and phone numbers to captioning service. Customer will confact
their phone administrator to possibly change telephone network.
Customer will dial 10 digit number for local telephone calls in the
interim.

6/24/04

6/29/04

Echo Sounds

Sent customer tips to reduce echo sounds and cthers tips for
general CapTel use. Provided customer with an over the phone line
update.

6/29/04

77104

Billing Issue

Explained billing situation to customer.

7/7/04

7/8/04

Dialing Issue

Advised customer to dial local cails with area code as an interim
solution. Tech support implemented a technical modification that
resolved the case.

7/30/04

7113104

Dialing tssue

Technical Support corrected regional 800 number so CapTel user
can successfully make captioned call to 800 number. Remedy
provided.

7113/04

8/24/04

Disconnect/Reconnect during
cails

Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnecton/reconnection might be occurring and sent a letter in
the mail with tips to reduce their occurrence.

8/24104

8/30/04

Disconnect/Reconnect during
calls

Sent customer information explaining the difference between a
CapTei phone and a traditional phone. Explained to customer why
disconnectionireconnection might be occurring and sent a letter in
the mail with tips to reduce their occurrence.

8/30/04

9/14/04

Billing lssue

Explained billing situation to customer,

9/14/04




9/23/04 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 9/24/04
resolution was successful.
10415/04  |Accuracy of captions Call involved medical terminology and certain words were incorectly| 10/15/04
presented during the call. Thanked customer for feedback and
forwarded to appropriate staff for foliow up with the CA.
10/20/04  |Account Login Failure Unit's account activated. Unit now operational, 10/20/04
10/22/04 Echo Sounds Advised customer on tips to avoid echo sounds. 10/22/04
10/26/04 Accuracy of captions Passed complaint to director of captioning service, who agreed to 10/26/04
contact customer regarding Spanish grarmmatics of captions.
11/24/04  |Echo sounds Advised holding phone away from mouth/face and making good 11/24/04
acoustical seal with ear. Remedy provided.
12/9/04 Billing {ssue Explained billing situation to customer. 1219104
12/13/04 Inability for CapTel unit to reach |Explained to customer that there was transmission congestion within|  12/13/04
data toll free # due to network  |the nationwide toli free network. This disruplion caused some
congestion consumer ¢alls not to be able to reach our Captioning Center.
Managers of that network confirmed they expanded the capacity and
the transmission difficulties should be resolved.
1/3/05 Disconnect/Reconnect during Customer experiences irmmediate disconnection; tech support 1/3/05
calis identified this as a telephone network line-related problem. Tech
support enabled new software to try and work around this.
1/10/05 Disconnecl/Reconnect during Customer has Call Waiting feature and didn't program a “block”. 1/10/05
calis Advised customer to enter in block for call waiting. Remedy
provided.
1/19/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 1/19/04
resolution was successful.
1/26/05 BTMF Tone Interference Tech Suppoit adjusted DTMF tone pass through. Confirmed 1/26/05
resolution was successful.
2/4/05 Billing Issue Explained billing situation to customer. 2/4/05
2/7105 Disconnect/Reconnect during Advised customer of cause of disconnect/reconnect and tips to 217105
calis remedy. Customer states will contact local telephone company for
line check.
2122105 Echo Sounds Discussed tips to reduce the occurrence of echo. 2/22/05
2f23/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 2123105
resolution was successful.
2{24/05 nability for CapTel unit 10 reach (Contacted toll free network managers and they resolved the problem 3/2/05

data toll free # due to toll free
network routing problem.

at their end. Customer seivice representative confirmed with
customer that they are able to make calls.
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3/28/05 inability for CapTel users fo Reported problem to toll free network provider. Problem resolved the 3/28/05
reach the data toll free number {same moming. Customer service representative confirmed with
customer that they are able to make calls.
3/131/05 Disconnection/Reconnect during { Customer informed of causes of disconnectionfreconnection, Sent 3/31/05
calls customer information explaining the difference between a CapTel
phone and a traditional phone. Explained to customer why
disconnect/reconnect might be occurring and sent emait with tips to
reduce their occurrence.
4/4/05 Billing {ssue Explained billing situation to customer. 4/4/05
4/20/05 Incoming Connection - Tech support identified and remedied the circumstances with a 4122/05;
CapTioned Calis system change on 5/25/05. Customer notified. Customer states that ongoing
all is well,
4/21/05 Caller 1D shows number but not |Our technicians have reported this problem to the IXC network 4/21/05;
name managers for correction. ongoing
4{22/05 Disconnect/Reconnect during  {Customer removed the Call Waiting feature as they did not really 4/25/05
calls need it. Situation improved.
5/6/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed
resolution was successful. 05/06/05
5/12/05 Accuracy of captions Explained to customer how incorrect captions of conversation may 05/17/05
have been caused. Customer expressed concern with one word
appearing in error that caused confusion. Customer encouraged to
collect CA # and date of call, and also to ask the other pariy to
clarify if a word is received that caused question.
519/05 Echo Sounds Sent customer over-the-phene line software update fo provide 5/19/05;
resolution. 6/2/05
software
update
5/20/05 Inability for CapTel users to Reported problem to toll free network provider. Problem resoived the|  05/20/05
reach the data toll free number [same morning. Customer service representative confirmed with
customer that they are now able to make calls,
5/27105 Disconnect/Reconnect during Sent customer suggestions for alleviating disconnection- 05/27/05

calls

reconnection incidences.
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